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	Role Profile




	Job Title
	Customer Service Officer

	Directorate or Region
	SSA
	Department/Country
	Johannesburg, South Africa

	Location of post
	Johannesburg 
	Pay Band
	PB 4 

	Reports to
	Customer Service Manager
	Duration of job
	Fixed Term – Two Years 

	British Council has two offices in South Africa, Johannesburg & Cape Town; Customer Services team supports both offices.

Purpose of job

To work as part of the customer service team in South Africa who are tasked with delivering the British Council Customer Experience (which builds trust, inspires and makes it easy for customers to do business with us). The principal area of responsibility is the day-to-day management of contact channels in line with set corporate standards and policies. 

Context and environment: 

South Africa is an important exams operation for the British Council in Sub-Saharan Africa – delivering approximately 20,000 exams annually, as well as having responsibility for the delivery of exams in four other African countries (we call this cross-border collaboration CBC). The exams portfolio is diversified but our 2 major products are IELTS and School exams. We have offices in Johannesburg and Cape Town but run examinations in multiple locations (including 10 cities for IELTS). 

The Customer Services team comprises of five people that includes a Customer Service Manager and four Customer Service Officers. Though this post reports to the Customer Service Manager, the customer services team works very closely with the Exams team.
Accountabilities, responsibilities and main duties: 
Enquiry Handling: 
· ensure a courteous and efficient first point of contact for external customers visiting South Africa, our offices/country with customer expectations exceeded 
· handle all online, telephone and face to face enquiries related to British Council activity in South Africa. 

· ensure successful registration of candidates wishing to enrol for UK examinations and English language training programmes 

· collect, analyse & report on feedback received from customers according to agreed standards 
· collect and ensure up to date knowledge of all British Council programmes
Managing Contact Channels: 

· basic enquiries comprehensively handled according to regional and country customer service standards
· higher level enquiries effectively communicated to appropriate staff 
· customer enquiries effectively tracked for follow through to completion

· work as a member of a team of Customer Service Advisors to ensure the front desk is covered during working hours 

· develop a proactive approach to customer relationships by liaising effectively and frequently with customers and by ensuring effective and timely provision of service 
· manage first level of complaints and be responsible for providing feedback within agreed timeframe
· effective management of the British Council website and the social media pages according to agreed standards 
· positively engage with customers, provide a professional level of service and tackle challenges and negative feedback to the agreed standards 
· ensure customer feedback is discussed and escalated effectively
Reporting, Monitoring and Evaluation
· compile monthly statistics on customer flow on both walk-in, online and telephone customers and send report to the management team
· ensure the customer service centre is functioning to the agreed service levels; making sure customers are served quickly for short enquiries, queues are managed and customers have a positive experience of British Council. 
· ensure feedback is solicited from customers 
· ensure all customer service points reflect brand and corporate values including intercultural and Equality, Diversity and Inclusion (EDI) and child protection policies 
· key risks identified are escalated to line manager same day
Marketing Communications 

· assist the coordination and production of online and hard copy materials
· to assist in the coordination and implementation of British Council generic events such as Customer Service week

Professional development

· to agree own professional development plan with line manager and review it twice a year 

· minimum of 6 days personal development over a period of 12 months
Other administrative work: As required and delegated by the team members.
Key relationships:  

Internal: 

· Director British Council and Senior Management Team 
· Exams Team
· Finance and resources team

· Department heads and cross-departmental colleagues 
· Regional Head of Customer Services
External: 

· Existing and potential corporate clients 

· Corporate contact points 

· Marketing and immigration agencies

· Students and parents

Other important features or requirements of the job 

A willingness to develop and grow skills and experience through training, collaboration with colleagues and initiative.

Ensure safeguarding and guidelines are applied and upheld in line with standards and policy for the following areas:
· Child protection 

· Equality, Diversity and Inclusion 
· Health and Safety

· Information Knowledge Management

TOIL should be agreed with the line manager in advance to maintain an adequate work-life balance. The post-holder may be required to travel abroad on British Council business and should therefore hold valid travel documents. Some unsocial hours will be required to support with office events.

	Please specify any passport/visa and/or nationality requirement.
	Right to Work in South Africa


	Please indicate if any security or legal checks are required 
for this role.
	N/A


Person Specification
	
	Essential 
	Desirable 


	Assessment stage

	Behaviours 
	Creating shared purpose ( more demanding) 

Communicating an engaging picture of how we can work together
Connecting with others (essential)

Making regular opportunities to understand others better
Working together (more demanding)

Establishing a genuinely common goal with others
Being accountable (essential)

Delivering my best work in order to meet my commitments 

Making it happen (essential)

Delivering clear results for the British Council 

Shaping the future (essential)

Looking for ways in which we can do things better 
	
	Interview against Creating shared purpose 

Working together being accountable, and connecting with others

	Skills and Knowledge
	Managing projects – Level 2
Follows project management principles

Communicating and influencing – Level 2

Relates communications to circumstances

Planning and organising – Level 2

Plans ahead

Analysing data and problems – Level 1

Is systematic

Using technology – Level 2

Operates as an advance user

Managing risk – Level 1

Follows good practices

Developing business – Level 1

Reviews data

	
	Short listing 
and/or Interview (oral and written)

	Experience
	3 years Customer Service experience
2 years Marketing experience
Experience of basic financial administration
	
	Short listing 

	Qualifications
	University Degree in relevant subject area
	
	Short listing 
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